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DETAILED ACTION 

1 . This Office Action is in response to the Pre-Brief Appeal filed on January 22, 2007. 

Response to Arguments 

2. Applicant’s arguments, see Pre- Appeal Brief Request for Review filed January 22, 2007, 
with respect to the rejection(s) of independent claim(s) 1, 8, 9 and 20 under 35 U.S.C. 102(a) and 
independent claim(s) 12 and 16 under 35 U.S.C. 103(a) have been fully considered and are 
persuasive. Therefore, the rejection has been withdrawn. However, upon further consideration, 
a new ground(s) of rejection is made in view of Sullivan et al. (US 6,615,240) and Bradfield et 
al. (US 2003/0185368). 

Claim Objections 

3. Claim 6 is objected to because of the following informalities: the first occurrence of “I” 
in claim 6 is assumed, for the process of examination, to be “1 ”. Appropriate correction is 
required. 

Claim Rejections - 35 USC § 101 

35 U.S.C. 101 reads as follows: 

Whoever invents or discovers any new and useful process, machine, manufacture, or composition of 
matter, or any new and useful improvement thereof, may obtain a patent therefor, subject to the conditions 
and requirements of this title. 

4. Claims 9-1 1 is rejected under 35 U.S.C. 101 because the claimed invention is directed to 



non-statutory subject matter. 




Application/Control Number: 10/684,163 
Art Unit: 2114 



Page 3 



In regards to claims 9-1 1 the claims are directed to a communication media in a 
modulated data signal in the form of carrier wave and wireless media in the form of acoustic, RF, 
infrared and other wireless media (See specification paragraph 0021). Therefore, the specified 
claims do not fall within the technological arts and therefore, is non-statutory. See MPEP § 2106. 
Examiner suggest applicant to amend the limitation "computer readable medium" to "computer 
storage media." 



Claim Rejections - 35 USC §102 

The following is a quotation of the appropriate paragraphs of 35 U.S.C. 1 02 that form the 

basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by another filed 
in the United States before the invention by the applicant for patent or (2) a patent granted on an application for 
patent by another filed in the United States before the invention by the applicant for patent, except that an 
international application filed under the treaty defined in section 351(a) shall have the effects for purposes of this 
subsection of an application filed in the United States only if the international application designated the United 
States and was published under Article 21(2) of such treaty in the English language. 

5. Claims 1-4, 6-10, 20-23 and 25-26 are rejected under 35 U.S.C. 102(e) as being 
anticipated by Sullivan et al. (US 6,615,240). 



In regard to claim 1, Sullivan et al. disclosed a method for reporting errors in an 
application, the method comprising: 

generating an error message box upon determination that an error occurred {self help 
technique generate an error message when user has tried unsuccessfully to launch an 
application, col. 7 lines 44-50); 
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displaying the error message box {display the error message when user has tried 
unsuccessfully to launch an application, col. 7 lines 44-50)\ 

connecting to product support {HTTP request is made to the automated technical support 
server, col. 8 lines 30-32) in response to selection of a universal resource locator (URL) in the 
error message box {self help facilitated through use of active content pages with a given 
diagnostic map associated with a page via a URL, col. 8 lines 52-67); and 

passing a string to product support {the search string is a value when fed into the 
technical support server produce relevant hits for solving the technical problem, col. 9 lines 25- 
29), the string including an error message identifier corresponding to information concerning the 
error {problem area and description are entered by the user to be submitted through a new 
service request, col. 8 lines 1-8). 

In regard to claim 2, Sullivan et al. disclosed the method of claim 1 wherein the errors are 
automatically resolved to corresponding documentation {step 62 determine whether the user 
requires automated technical support and if user indicated request for technical support the 
routine continues to step 64 to bring up an interface including a listbox of possible problem 
areas, col. 7 lines 51-67). 

In regard to claim 3, Sullivan et al. disclosed the method of claim 1 further comprising: 
matching the error message identifier to information concerning the error {user selects a problem 
area and provide problem area and description, col. 7 lines 61-67 and col. 8 lines 1-7). 
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In regard to claim 4, Sullivan et al. disclosed the method of claim 1 further comprising: 
receiving information from product support in response to the passing of the string {client GUI 
provide dialog boxes to enable the user to monitor the interaction during a connection with an 
SE when live help is required, col. 7 lines 25-28). 

In regard to claim 6, Sullivan et al. disclosed the method of claim 1 wherein the error 
message box is a graphical user interface including a link to URL that can be activated by a user 
to connect to product support {action content pages is a web based content that has one or more 
diagnostic maps associated with a page via a URL, col. 8 lines 52-64). 

In regard to claim 7, Sullivan et al. disclosed the method of claim 6 wherein the graphical 
user interface further includes a title, the link and a button for the user to acknowledge the error 
{error message included for example “wwintl22.dll error” and prompted the user to request 
technical support, col. 7 lines 44-50). 

In regard to claim 8, Sullivan et al. disclosed a computer storage medium on which is 
stored a function responsive to a determination that an error occurred in an application, the 
function comprising: 

a first parameter representing a unique error message identifier {live help, fig. 4, 74), the 
unique error message identifier configured to enable product support to match the unique error 
message identifier with information concerning the error {user interacts with self-help page, fig. 
4. 92)- 
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a second parameter representing a title for an error message {wwintl32.dll error, col. 7 
lines 44-50); 

a third parameter representing one or more arguments for a string associated with the 

A 

error message {Self help homepage, fig. 4, 86); and 

executable software adapted to receive the first, second and third parameters and generate 
anenox message hox {browser application, fig. 1, 16). 

In regard to claim 9, Sullivan et al. disclosed an application program interface (API) 
embodied on one or more computer readable media, comprising: 

a first parameter related to a vendor identifier {Microsoft office site, fig. 12); 
a second parameter related to a product identifier {Wwint, fig. 12); 
a third parameter related to a application capable of experiencing an error condition 
{having problem with Word, fig. 12); and 

a fourth parameter related to a unique error message identifier {incident, having problem 
with word, fig. 12), the unique error message identifier configured to be passed via the API 
{Motive support desktop, fig. 12), , the API receiving and passing the unique error message 
identifier and product support {GUI, server, fig. 1, 12, 24) receiving the unique error message 
identifier to match to information concerning the error condition {search string when fed into the 
technical support server ’s search engine should produce relevant hits for solving the technical 
problem, col. 9 lines 25-28). 
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In regard to claim 10, Sullivan et al. disclosed the API of claim 9 wherein product 
support parses a string including one or more of the parameters, the parsing including: 

determining whether the vendor identifier identifies a supported vendor {Microsoft office 
site, fig. 12); 

determining whether the product identifier identifies a supported product {Wwint, fig. 12); 
determining whether a version of the application is supported by product support {version 
mismatch of wwint, fig. 12); 

if the vendor {selfhelpURL, Main Microsoft Office site, fig. 12), product {wwint, fig. 12) 
and version {check for version, fig. 12) of the application are supported {Selfhelpanswer, fig. 12), 
performing a search using the unique error message identifier {selfhelpsearchstring = STRING 
wwintl32.dll, fig. 12), the search in a database of articles concerning errors to identify a cause for 
the error condition {search string when fed into the technical support server ’s search engine 
should produce relevant hits for solving the technical problem, col. 9 lines 25-28). 

In regard to claim 20, Sullivan et al. disclosed a computer storage medium having stored 
therein instructions for performing acts for creating an error message, the acts comprising: 
generating an error message box upon determination that an error occurred {self help 
technique generate an error message when user has tried unsuccessfully to launch an 
application, col. 7 lines 44-50); 

displaying the error message box {display the error message when user has tried 
unsuccessfully to launch an application, col. 7 lines 44-50); 
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connecting to product support {HTTP request is made to the automated technical support 
server, col. 8 lines 30-32) in response to selection of a universal resource locator (URL) in the 
error message box {self help facilitated through use of active content pages with a given 
diagnostic map associated with a page via a URL, col. 8 lines 52-67); and 

passing a string to product support {the search string is a value when fed into the 
technical support server produce relevant hits for solving the technical problem, col. 9 lines 25- 
29), the string including an error message identifier corresponding to information concerning the 
error {problem area and description are entered by the user to be submitted through a new 
service request, col. 8 lines 1-8). 

In regard to claim 21, Sullivan et al. disclosed the computer storage medium of claim 20 
wherein the errors are automatically resolved to corresponding documentation {step 62 determine 
whether the user requires automated technical support and if user indicated request for technical 
support the routine continues to step 64 to bring up an interface including a listbox of possible 
problem areas, col. 7 lines 51-67). 

In regard to claim 22, Sullivan et al. disclosed the computer storage medium of claim 20, 
the acts further comprising: matching the error message identifier to information concerning the 
error {user selects a problem area and provide problem area and description, col. 7 lines 61-67 
and col. 8 lines 1-7). 
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In regard to claim 23, Sullivan et al. disclosed the computer storage medium of claim 20, 
the acts further comprising: receiving information from product support in response to the 
passing of the string {client GUI provide dialog boxes to enable the user to monitor the 
interaction during a connection with an SE when live help is required, col. 7 lines 25-28). 

In regard to claim 25, Sullivan et al. disclosed the computer storage medium of claim 20, 
wherein the error message box is a graphical user interface including a link to URL that can be 
chosen by the user {action content pages is a web based content that has one or more diagnostic 
maps associated with a page via a URL, col. 8 lines 52-64). 



In regard to claim 26, Sullivan et al. disclosed the computer storage medium of claim 25 
wherein the graphical user interface further includes a title, the link and a button for the user to 
acknowledge the error {error message included for example “wwintl32.dll error” and prompted 
the user to request technical support, col. 7 lines 44-50). 



Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 

obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 




Application/Control Number: 10/684,163 
Art Unit: 2114 



Page 10 



The factual inquiries set forth in Graham v. John Deere Co., 383 U.S. 1, 148 USPQ 459 
(1966), that are applied for establishing a background for determining obviousness under 35 
U.S.C. 103(a) are summarized as follows: 

1 . Determining the scope and contents of the prior art. 

2. Ascertaining the differences between the prior art and the claims at issue. 

3. Resolving the level of ordinary skill in the pertinent art. 

4. Considering objective evidence present in the application indicating obviousness 
or nonobviousness. 

6. Claims 5, 12-14, 16-19 and 24 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Sullivan et al. (US 6,615,240) in further view of Bradfield et al. (US 2003/0185368). 

In regard to claim 5, Sullivan et al. teach the method of claim 1 wherein the string 
includes one or more of a vendor name {Microsoft office site, fig. 12), a product name (Wwint, 
fig. 12), an image of the application state {diagnostic state of the computer into the support 
center, col. 12 lines 39-50), the error message identifier {having problem with Word, fig. 12), and 
the string enabling interaction between a user and product support via an application 
programming interface {request for live help, fig. 4, 74, col. 12 lines 9-50). 

Sullivan et al. does not teach the method of claim 1 vvherein the string includes a 
language appropriate for the application. 

Bradfield et al. disclosed the method of the packet payload data structure includes 
a language identifier {fig. 4, 427, 437, paragraph 0050). Furthermore Bradfield et al, 
also disclosed the data structure field describing the company or vendor identifier and the 
network service product name (fig. 4, 431, 429, paragraph 0050). 
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It would have been obvious to modify the method of Sullivan et al. by adding 
Bradfield et al. packet payload data structure. A person of ordinary skill in the art at the 
time of applicant’s invention would have been motivated to make the modification 
because it would include a variety of additional information that can be used to inspect 
and parse the contents of a received packet {paragraph 0019). 

In regard to claim 12, Sullivan et al. disclosed a method for handling reports of an error 
condition, the method providing: 

» 

receiving an error message created by an application in response to an error condition in 
the application {self help technique generate an error message when user has tried 
unsuccessfully to launch an application, col. 7 lines 44-50); 

hierarchically parsing a string included in the error message {executes the instruction 
map and parses the XML looking for self-service tags, col. 10 lines 35-42), the string including 
an error message identifier and one or more of a vendor identifier {Microsoft office site, fig. 12), 
a product identifier {Wwint, fig. 12); 

performing a search in a database of error information {search string is fed into the 
technical support server ’s search engine, col. 9 lines 25-28) to match the error message identifier 
with error information in the database (produce relevant hits for solving the technical problem, 
col. 9 lines 25-39) determine a cause for the error condition and a remedy for the error condition 
{execution of diagnostic map produces a self-help answer or a self-help URL, col. 9 lines 40-49); 



and 
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returning results of the search {return representative result template page, fig. 8, col. 9 
lines 5A-6\). 

Sullivan et al. does not teach the method of a string including an application 
identifier and a language identifier. 

Bradfield et al. disclosed the method of the packet payload data structure includes 
a service code and a language identifier (fig. 4, 427, 437, paragraph 0050). Furthermore 
Bradfield et al. also disclosed the data structure field describing the company or vendor 
identifier and the network service product name (fig. 4, 431, 429, paragraph 0050). 

Refer to claim 5 for motivational statement. 

In regard to claim 13, Sullivan et al. disclosed the method of claim 12 further comprising: 
if the results of the search are a null condition, returning contact information to enable a user to 
contact product support for further actions {execution of diagnostic map produces a self-help 
URL, col. 9 lines 40-49) . 

In regard to claim 14, Sullivan et al. disclosed the method of claim 13 wherein a user is 
provided with a form, fields in the form capable of being loaded via the error message {Motive 
assistant, fig. 5-7). 

In regard to claim 16, Sullivan et al. teach a computer storage mediiun having computer- 
executable instructions for handling reports of an error condition, the computer-executable 
instructions performing acts comprising; 
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receiving an error message created by an application in response to an error condition in 
the application {display the error message when user has tried unsuccessfully to launch an 
application, col. 1 lines 44-50)', 

hierarchically parsing a string included in the error message {executes the instruction map 
and parses the XML looking for self-service tags, col 10 lines 35-42), the string including an 
error message identifier and one or more of a vendor identifier {Microsoft office site, fig. 12), a 
product identifier {Wwint, fig. 12f, 

performing a search in a database of error infotmation {search string is fed into the 
technical support server ’s search engine, col 9 lines 25-28) to match the error message identifier 
with error information in the database (produce relevant hits for solving the technical problem, 
col. 9 lines 25-39) to determine a cause for the error condition and a remedy for the error 
condition {execution of diagnostic map produces a self-help answer or a self-help URL, col 9 
lines 40-49)', and 

returning results of the search {return representative result template page, fig. 8, col. 9 
lines 54-61). 

Sullivan et al. does not teach the method of a string including an application 
identifier and a language identifier. 

Bradfield et al. disclosed the method of the packet payload data structure includes 
a service code and a language identifier (fig. 4, 427, 437, paragraph 0050). Furthermore 
Bradfield et al. also disclosed the data structure field describing the company or vendor 
identifier and the network service product name (fig. 4, 431, 429, paragraph 0050). 

Refer to claim 5 for motivational statement. 




Application/Control Number: 10/684,163 
Art Unit: 2114 



Page 14 



In regard to claim 17, Sullivan et al. teach the computer storage medium of claim 16 
wherein the receiving the error message is via a user activating a link to a universal resource 
locator shown on an error message box that appears following an error condition {action content 
pages is a web based content that has one or more diagnostic maps associated with a page via a 
URL, col. 8 lines 52-64). 

In regard to claim 1 8, Sullivan et al. teach the computer storage medium of claim 1 6 
wherein the results of the search are displayed to a user that experienced the error condition 
{return representative result template page, fig. 8, col. 9 lines 54-61). 

In regard to claim 19, Sullivan et al. teach the computer storage medium of claim 16 
wherein the string is parsed hierarchically, so that the search is not performed unless parameters 
are verified {search string, fig. 7, 90). 

In regard to claim 24, Sullivan et al. teach the computer storage medium of claim 20 
wherein the string includes one or more of a vendor name {Microsoft office site, fig. 12), a 
product name {Wwint, fig. 12), an image of the application state {diagnostic state of the computer 
into the support center, col. 12 lines 39-50), the error message identifier {having problem with 
Word, fig. 12), and the string enabling interaction between a user and product support via an 
application programming interface {request for live help, fig. 4, 74, col. 12 lines 9-50). 
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Sullivan et al. does not teach the computer storage medium of claim 20 wherein 
the string includes a language appropriate for the application. 

Bradfield et al. disclosed the method of the packet payload data structure includes 
a language identifier (fig. 4, 427, 437, paragraph 0050). Furthermore Bradfield et al. 
also disclosed the data structure field describing the company or vendor identifier and the 
network service product name (fig. 4, 431, 429, paragraph 0050). 

Refer to claim 5 for motivational statement. 

7. Claims 1 1 and 15 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Sullivan et al. (US 6,615,240) in further view of Bradfield et al. (US 2003/0185368) in further 
view of Carpenter et al. (US 6,260,048). 

In regard to claim 11, Sullivan et al. disclosed the API of claim 10 wherein product 
support parsing if one or more of the vendor (Microsoft office site, fig. 12), product (Wwint, fig. 
12) or version (version mismatch of wwint, fig. 12) identifiers. 

Bradfield et al. also teach of a packet payload comprising of Company/Vendor 
ID, Product ID and service code field descriptions (fig. 4, 427, 429, 431). 

Sullivan et al. and Bradfield et al. does not teach the system of claim 10 wherein 
parsing is terminated when one or more identifier is not identify. 

Carpenter et al. teaches a resolution of incident which occur during the use of a 
product by implementing a knowledge tree wherein when the knowledge trees is not 
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sufficient to solve a problem, a trouble ticket is formed which describes the problem 
encountered and lodged and forwarded to a technical support system within the vendor 
environment to solve the problem and updates the diagnostic knowledge trees database to 
reflect the solution (col. 2 lines 34-48). 

It would have been obvious to modify the system of Sullivan et al. and Bradfield 
et al. by adding Carpenter et al. resolution of incident. A person of ordinary skill in the 
art at the time of applicant's invention would have been motivated to make the 
modification because it would provides significant repair assistance for faulty programs 
directly in the client environment, paving the way for self-healing software that depends 
upon the ability to have problems reported, solved and replaced without the client having 
to become involved in the problem solving process (col. 2 lines 57-63). 

In regard to claim 15, Sullivan et al. disclosed the method of claim 13 wherein a null 
condition indicates an unpredicted error indicative of a problem in the application. 

Carpenter et al. teaches a resolution of incident which occur during the use of a 
product by implementing a knowledge tree wherein when the knowledge trees is not 
sufficient to solve a problem, a trouble ticket is formed which describes the problem 
encountered and lodged and forwarded to a technical support system within the vendor 
environment to solve the problem and updates the diagnostic knowledge trees database to 
reflect the solution (col. 2 lines 34-48). 



Refer to claim 1 1 for motivational statement. 
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Conclusion 

The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. See PTO 892. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Loan Truong whose telephone nurhber is (571) 272-2572. The 
examiner can normally be reached on M-F from 8am-4pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner’s 
supervisor, Scott Baderman can be reached on (571) 272-3644. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

' t 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 



Loan Truong 
Patent Examiner 
AU2114 
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